Lay counsellors provide valuable psychosocial support in many di¡erent circumstances, such as manning telephone helplines for cancer patients, assisting people after crisis events or giving focused support to refugees or other vulnerable groups.This paper describes the process that a consortium of four humanitarian organisations followed to develop a training guide for lay counsellors as it was found that no common training curriculum existed.The process was comprised of the following steps: 1) review of existing literature on lay counselling; 2) a mapping report to identify organisations and existing materials available on trainings for lay counsellors; 3) a needs assessment to identify the needs of trainers;4) development of ¢rst drafts of the training material; 5) pilot trainings to gain further understanding of needs and expectations of participants and trainers from di¡erent organisational contexts; and 6) adaptation of the training materials based on pilot trainings. The ¢nal materials consist of a variety of didactic methods and allow integration of materials as a supplement to existing trainings, or for use as independent training for lay counsellors, within a wide variety of settings.
Introduction
Humanitarian organisations, by responding to the needs of people a¡ected by disasters or other large scale emergencies, as well as people a¡ected by individual adverse life events (such as critical illness or death of a loved one), provide essential psychosocial support at critical points in people's lives. Often this support is both practical and emotional, involving elements of counselling. The aim of such support is to promote resilience in a¡ected individuals, groups and communities so they may recover and cope with changing life circumstances. In terms of those o¡ering support, lay counsellors are those who provide psychosocial support, but are not clinical, mental health specialists (i.e. social workers, psychologists or psychotherapists). Speci¢cally, they may work on telephone help lines, crisis intervention, leading self-help groups, or providing assistance to the elderly, children, youth or refugees through focussed individual counselling, or practical support. Many are volunteers, providing key psychosocial services within their organisations, and often work with people facing serious life challenges. However, providing lay counsellors with adequate skills and knowledge to perform this task is a challenge in itself, as no common training curriculum existed. This has meant that trainers have had to develop their own training materials, speci¢c to their own context, with little or no awareness of best practice, and without agreed standards. Juen et al. E¡orts were often duplicated, and opportunities to share learning lost. According to the International Federation of Red Cross and Red Crescent Societies (IRFC, 2011) , the use of volunteers to bridge gaps in humanitarian service provision in many European and non European countries, is on the rise. These gaps often occur in low resource settings, where there are few mental health professionals to provide essential psychosocial services. While the e¡ectiveness of lay counsellors has also been critically debated in the ¢eld (e.g. Brown, 1974) , recent literature demonstrates that volunteers can be highly e¡ective and valuable to organisations in providing psychosocial support services (IFRC, 2011) . Additionally, the literature review (included in this study) showed support for the utilisation of lay counsellors, presuming organisations provide adequate training and preparation for their tasks, as well as ongoing support and care for the lay counsellor's own wellbeing. Therefore, providing quality training is the key to health and wellbeing, of both the bene¢ciaries and volunteers seeking to support them. Responding to the need for innovative, generic training material, the authors (who represent a variety of humanitarian, care and support organisations) undertook a joint process to develop a standard guide to training lay counsellors, based on enabling a cascade of knowledge and skills transfer within psychosocial support. This paper describes the process of developing this guide, intended for various humanitarian organisations that utilise lay counsellors to provide essential psychosocial support services. The consortium responsible for the project included: IFRC Reference Centre for Psychosocial Support at the Danish Red Cross, the War Trauma Foundation (WTF), the Danish Cancer Society (DCS) and the University of Innsbruck (UIBK). All of these organisations have expertise in the ¢eld of lay counselling, within a wide range of settings, such as crisis intervention, telephone counselling, psychosocial care to cancer patients, and training volunteers in the ¢eld of psychosocial support in con£ict and disaster areas. This is delivered through direct service provision, research and evaluation, volunteer recruitment and support, and training and knowledge transfer. The consortium has strong European and international networks, including networks in low and middle income countries, and a variety of socio-cultural contexts, including those prone to disaster (i.e. earthquakes, hurricanes or £oods), con£ict and/or poverty. The consortium regularly disseminates their work through direct training and the production of resource materials and publications for bene¢ciaries, practitioners and academics. As a result of this project, trainers in humanitarian organisations will have access to new training resources, grounded in sound research methods, and highlighting current best practice to provide a new common standard in the ¢eld. This will allow sta¡ and volunteers to provide lay counselling of high quality to people in vulnerable situations within a wide range of settings.
The project design
To start the project, a workshop was held to exchange experiences, create common de¢nitions and explore opinions. The consortium's ¢rst challenge was to ¢nd a common de¢nition of the term lay counselling that was appropriate for lay counsellors working in the ¢eld of short-term crisis intervention, as well as those providing long-term support. As part of this process, the connotations of the term lay counselling, as well as Lay counselling in humanitarian organisations: a field report on developing training materials for lay counsellors Intervention 2013, Volume 11, Number 1, Page 77 -88 debates in humanitarian circles about appropriate and ethical training, supervision and practice were also recognised and discussed. In the end, the authors chose to keep the term lay counselling as it was deemed to be the most accurate in describing psychosocial interventions provided by non professional helpers, and with the aim of contributing further clarity on best practice in the ¢eld. On ¢rst view, the contents of a core curriculum for lay counsellors produced the following key psychosocial support skills: active listening, knowledge of stress and trauma, knowledge of resilience and grief, and the ability to convey an attitude of non intrusive support that assists those a¡ected to ¢nd their own solutions.This last point highlights the importance that lay counsellors understand that a¡ected people have the agency to help themselves, and that the role of a lay counsellor is to assist them to mobilise and use their personal resources as an active survivor, and not as a passive victim. Furthermore, for the group, it was of utmost importance to achieve well balanced attention to knowledge, skills and attitude in both the training materials and the approach. In order to develop the materials according to the highest standards, as well as with the needs of di¡erent kinds of organisations in mind, a literature review, mapping and questionnaire were utilised to better understand resources and gaps in current training approaches and materials. This information was then used to compile a ¢rst draft of the training materials that was shared and discussed among the consortium through email and face-to-face workshops. The draft training materials were then piloted by group members, with trainees from their respective organisations, and shared for peer review among experienced, external partners. The lessons learned from piloting the training materials were shared in a joint workshop, and were accordingly redrafted, reviewed and ¢nalised by the consortium, based on the results (Fig. 1) .
Literature review
The literature review placed special emphasis on volunteers and psychosocial support, using databases, such as: PsychInfo, (Juen, Siller & Gestrein, 2011) . The key points of the review contained an initial framework for further use in the project, and formed the basis for the development of the training materials. Key points of the literature review included: the de¢nition of (volunteer) lay counsellor, e¡ective intervention techniques, core elements of existing training materials, and support and care for lay counsellors. Underpinned by this literature, the authors then de¢ned lay counselling/psychosocial support as the following:
' A key activity in many humanitarian organisations is support to individuals in crisis provided by trained volunteers. This activity can be called social support, psychological support or lay counselling, and the activity is likely to consist of active listening, information sharing, and support to take informed decisions, all with the objective of empowering the individual to cope with stressful and critical situations. Furthermore, if a person needs professional help, the volunteer can ensure referral to the relevant specialists/ doctors/ therapists.' (Juen, Siller & Gstrein, 2011, p. 58) .
In general, psychosocial support/lay counselling is further de¢ned as a method of enhancing resilience of the a¡ected population or groups. Resilience is de¢ned as the ability to make use of one's resources in order to return to normality after adverse experiences (Paton, 2000) . According to the literature, a lay counsellor, therefore, has to be able to support people in crisis, in a non intrusive manner, that enables the a¡ected person to make the step from passive victim to active survivor. Based on the skills necessary for e¡ective psychosocial intervention strategies, the following topics were highlighted for inclusion in the training materials:
Giving information (Hobfoll et al., 2007) (Hobfoll et al., 2007) Promoting self and collective e⁄cacy (Ager, 2002; Hobfoll et al., 2007) Promoting social connectedness (Hobfoll et al., 2007) Instilling hope (e.g. Hobfoll et al., 2007) In the literature review the authors also focused on recommended topics of existing training materials, in order to ¢lter out the core elements, for inclusion in the guide. These included:
Dealing with stress Assessing stressors and needs Counselling techniques Psychological ¢rst aid/emotional and practical support (e.g. Bisson et al., 2007; Hobfoll et al., 2007) Active listening Self awareness and empowerment Cultural and gender sensitivity Knowledge of the target group
Further emphasis was placed on the organisational framework for working with lay counsellors, including recruitment, selection and care for volunteers. Care for lay counsellors
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Mapping of lay counselling practices
Parallel to the literature review, a mapping was performed to get an overview of lay counselling practices in Europe ( Juen & Lindenthal, 2011 
Methods and organisations
Three main sources were used in the mapping. The major source was online search engines, with interconnections and links between the organisations found. Additionally, a small questionnaire was handed out at the European Network for Psychosocial Support meeting (ENPS) in Vienna in October 2010, mainly asking the participants to name organisations that they were aware of that o¡ered lay counselling. Results from an earlier survey within the European Section of the IFRC were also integrated. It was discovered early in the process that the term lay counselling was seldom used by most organisations. Therefore, in order to ¢nd relevant content, the search terms used instead were: 'volunteers; psychological, psychosocial, emotional, support; and counselling' in di¡erent variations and combinations, in both German and English. It also became apparent, early in the process that there are a vast number of organisations o¡ering lay counselling. However, only the larger ones have a web presence that allows them to be identi¢ed and/or makes it clear whether it is, in fact, lay counselling or professional support. It was also apparent that some organisations set their main focus on other activities (e.g. medical or technical assistance), while including lay counselling as a supplement within those activities. One example would be as ' companions' to the elderly in nursing homes in order to provide a form of social support. There is no typical organisational format that includes lay counselling. The spectrum ranges from huge international organisations to very small local initiatives, from large multi-professional teams reinforced by volunteers to small, self-organised initiatives. As well as nongovernmental organisations (NGOs) o¡ering lay counselling, two other types of organisations commonly appeared in the mapping: (1) networks and umbrella groups; and (2) research and competence centres (these are similar to networks, but focus on the creation and dissemination of speci¢c ¢ndings), with both types acting as 'multipliers' (distributors of in£uential content) on psychosocial support, but also on speci¢c ¢ndings in the ¢eld (Fig. 2) . The results also show that many organisations emphasise the appropriate selection of lay counsellors as a ¢rst step, usually taking into account age and/or maturity, and using interviews to explore a candidate's motivation and experience. Organisations also emphasised the need to provide support and care for their lay counsellors, through various techniques such as supervision, intervision (case consultation and exchange of learning among peers), peer support and ongoing training.
Pilot testing
Based on the literature review, draft training materials were developed for ¢eld testing.
The pilot materials contained a trainer's handbook, PowerPoint slides and handouts for participants, and explored the relevance and utility of the core content, which consisted of:
Role and boundaries of lay counsellors Organisation and target group Grief, nature and impact of critical events Skills in providing psychosocial support, active listening, decision making, and how and when to refer to mental health specialists Care for the lay counsellor, potential stressors, self care and organisational support
As the training materials will have to be adapted into existing training models of various organisations, working with very di¡erent target groups, the adaptability and £exibility of the materials are as important as their readability, scienti¢c quality and practical relevance. In order to enhance ecological validity of the results (e.g. the adaptability and usability of the materials in practice) the materials were tested in four di¡erent formats and settings, listed below. From a methodological point of view, the researchers combined a qualitative and a quantitative approach, using both questionnaires and interview formats.
Results of pilot testing
In total, 67 participants were asked about the training materials: 54 lay counsellors, 10 trainers and three experts. The 54 lay counsellors were trained in two groups (mean age group 1: 46 years, range: 23^69 years; mean age group 2: 27 years; range: 22^39 years). The ¢rst group (n ¼ 42) participated in a workshop that integrated a two-day training into an already existing training. The second group (n ¼12) participated in a three-day workshop, using the draft training materials only. In total, 10 trainers participated in the ToT workshop, from di¡erent organisations working with lay counsellors. Eight trainers had been working in their organisation for more than three years, with most of them trained psychologists. The ToT workshop consisted of a two-day training programme, in which the core curriculum was presented and the participants were actively involved in adapting it to the needs of the target group(s) of their organisation. During the workshop, case examples were collected, and essential missing content or content in need of editing were identi¢ed. Finally, three experts with experience in both the psychosocial ¢eld and training experience were provided the core curriculum and a questionnaire for feedback. They also participated in a group discussion to provide recommendations on improving the core curriculum and training materials.
Results from trainings for lay counsellors
Most of the lay counsellors in the training already had experience in providing psychosocial support, medical support or counselling, but had not (yet) received any speci¢c training for psychosocial support. After training, they reported feeling better prepared for upcoming tasks as lay counsellors.
The results of the qualitative part of the questionnaire indicated a general satisfaction with the training. However, there were also some suggestions for changes from the participants. Participants recommended more variety in didactic methods (roleplay, practical cases, etc.) and less repetition in the training content. They also requested additional theoretical knowledge about reactions to critical events. Participants suggested shortening the training time.
There were no di¡erences in outcome, with respect to knowledge/skills or satisfaction, in the two types of trainings.
Results from theTOT Trainers were highly satis¢ed with the ToT, and felt better prepared to train their own lay counsellors afterwards. They suggested providing the materials in a modular form in order to enable using the training more £exibly (e.g. to be able to remove some content less relevant to the organisation or target group, to supplement already existing training, or to use speci¢c modules for advanced training). The training content and adaptability for the di¡erent organisations were perceived as useful aspects of the draft training materials. The trainers emphasised the importance of adapting case examples and developing unique case examples for the context and target groups served by the organisation, before conducting training.
Expert exchange
Recommendations from the experts included improving the structure and transparency of the training materials in order to make
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The ¢nal materials
Overall, as with the other pilot test groups, the ¢ndings suggest that the training materials need to be highly £exible and adaptable to the various needs of varying organisations.
The results also showed that materials should contain a variety of didactic methods, have a clear aim and modular structure. The ¢nal materials were revised according to the pilot results, and now consists of modules (including a suggested daily agenda and minimum time requirements for each module (breaks and wrap-ups not included) outlined below.
Day one
Module 1: Welcome, programme introduction, and ground rules (60 minutes) In the ¢rst module, the participants get to know each other by using activities that help them to talk about themselves and their expectations, and then talk about the ground rules that are important throughout the training.
Module 2: Our organisation and its target groups (45 minutes) In the second module, the participants get to know the organisation' s aims, role of sta¡ and volunteers, as well as the target groups served by the organisation. This is done using case examples that highlight the helpseeker' s speci¢c needs, and form the basis for a discussion about how lay counselling may help the target group.
Module 3: The role of lay counsellors (70 minutes) Module three starts by de¢ning psychosocial support as a way to help people recover after a crisis, and helps the lay counsellor to re£ect on their own role: listening without judgment, providing comfort, and supporting and empowering helpseekers. Activities focus on the lay counsellors' personal experiences, ¢lters through which they view others, and personal boundaries, as well as how these things may a¡ect the way they provide support. Con¢dentiality is also discussed here.
Module 4: Referrals and reporting (25 minutes)
In this module, the referral and reporting procedures of the organisation are discussed, and a short activity is conducted to help them practise making referrals in an appropriate way.
Module 5: Communication: basic skills (60 minutes) This module is aimed at understanding the key attitudes in lay counselling, such as empathy, respect and genuineness, and practices basic skills (i.e., active listening and helping people make informed decisions) through roleplay activities.
Module 6: Structuring a counselling conversation (45 minutes) This module focuses on the process of counselling as a whole, and how it is structured in the given organisational frame (i.e., one time telephone contact, up to and including long term counselling). Speci¢c techniques of opening a counselling session, re£ecting and asking questions, and closing a session are covered and practised through roleplay. In this module, a step-by-step guide to Psychological First Aid is presented, and roleplay are practised, highlighting the basic elements of how to give emotional and practical assistance to people in acute crisis situations.
Day two
Module 9: Self care (60 minutes) This module aims to emphasise to participants the importance of self and team care, recognising and utilising their own resources, as well as being aware of potential stressors in to lay counsellors.
Module 10: Evaluation and close
In the evaluation and closing, group discussion is used to discuss participants' experiences and feelings about the training, such as whether or not the goals of the workshop were reached and if participants feel better prepared for their task.
The trainers' handbook contains additional information providing an introduction to the aim, audience and structure of the manual, and on the following:
Being the trainer (walking the talk, providing an opportunity to learn, recruiting with care) Lay counsellors: their role and place in the support system Organising the training (planning the programme, and organising practicalities, such as set-up for the training, preparing the room, recruiting and selecting participants, etc.
The modules contain a variety of activities, exercises, roleplay and PowerPoint slides, with additional resource material available separately for trainers and participants. The ¢nal materials are now available in English, Danish, German and French, and can be downloaded from the website of the IFRC Reference Centre for psychosocial support (http://psp.drk.dk).
Concluding remarks
As authors, we represent organisations working with lay counsellors within diverse contexts. This proved to be an asset in developing a training guide that could be both useful and adaptable to a wide variety of humanitarian organisations using lay counsellors. It also produced a rich process of dialogue around conceptual terms in the ¢eld of psychosocial support, and a sharing of resources and experiences in training, that was bene¢cial to all. In the process of developing the guide, our ¢rst challenge, as a diverse group, was to ¢nd a common language on psychosocial issues across di¡erent cultural and language backgrounds. The next challenge was to come to an agreement on the contents of the training, in terms of su⁄cient quantity of information, and the depth of scienti¢c and theoretical information of relevance to training lay counsellors. A third challenge was to collectively determine how to approach
Lay counselling in humanitarian organisations: a field report on developing training materials for lay counsellors Intervention 2013, Volume 11, Number 1, Page 77 -88 knowledge transfer didactically. The fourth, and biggest challenge of all, was to give the ¢nal materials a consistent £ow directed towards a common aim; namely, to provide materials that enable trainers and participants to acquire the skills to support people in a way that empowers and strengthens them, and enables them to make use of their own resources in order to positively cope with life challenges. Ultimately, the authors feel that we achieved our aim to provide materials that are resilience building and resilience oriented. The materials can be used in a variety of settings, ranging from volunteers assisting people with terminal illness to those helping people cope with the consequences of mass disasters and armed con£ict. In the end, we feel that the consensus achieved on core concepts and approaches makes the training materials useful for both highly resourced settings, such as Europe, as well as low resource settings.
